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Introduction President George W. Bush released an Executive Order on Human Service Trans-
portation Coordination in February 2004 to improve human service transportation 
coordination for individuals with disabilities, older adults, and people with lower 
incomes.  Th e Executive Order established the Interagency Transportation Coordi-
nating Council on Access and Mobility (CCAM), representing 11 Federal depart-
ments.  A broad range of Federal funding provides for transportation services—in 
fact, there are 62 diff erent Federal Programs that support human service transporta-
tion (General Accounting Offi  ce, June 2003).  Th e CCAM has launched United We 
Ride, a national initiative to implement the requirements of the Executive Order, 
which requires Federal Departments to simplify access, reduce duplication of Fed-
eral rules and regulations, and increase cost effi  ciencies using existing resources.



Individuals (and/or families) receiving services from your agency may have dif-
fi culty getting around their community.  For many people receiving transportation 
services—taxis, vans, buses or other options—it is not a choice but rather a neces-
sity.  Due to age, temporary or permanent disability, or low income—individuals 
may not have access to private automobiles.  Without ready access to transporta-
tion, simple daily activities become all but impossible to accomplish.  For example, 
a medical appointment may be beyond the reach of a young mother with several 
toddlers without a vehicle.

Education, employment, social and health services agencies oft en identify missed 
appointments as a frustrating and costly issue in service provision.  Yet, it is rare for 
a health or social service agency to include questions related to transportation dur-
ing the eligibility screening process and at intake.   Uncovering how individuals and 
families can navigate their community helps service providers better understand the 
reasons for late arrivals, missed appointments, resistance to following through with 
referrals, or the inability to maintain employment on a long-term basis.  Assistance 
with transportation may open the door to a new, more independent life for indi-
viduals and their families.

Obtaining information about an individuals’ or family’s mobility options during the 
intake and screening process can assist agency personnel in eff orts to support inde-
pendence.  If agency personnel are familiar with transportation options, it enhances 
the dialogue with the consumer and their families.  Here are examples of the types 
of questions associated with probing mobility issues and options that staff  may want 
to explore:

•  Do staff  members know how to travel across town on the community bus 
system? 

•  Can staff  arrange for daily transportation to and from work for someone with 
a signifi cant disability (e.g., person who uses a wheelchair or scooter; has a 
cognitive impairment; or sensory limitation)?  

•  Does staff  know what types of transportation services are available in the 
community? 

•  Are staff  and customers familiar with the transportation services that operate 
during business and non-business hours? 

Th is document is designed to help transition specialists, employment counselors, 
social workers and other human service agency personnel understand how the 
availability, or lack of transportation services, impacts individuals receiving ser-
vices.   By becoming familiar with transportation services and routinely including 
transportation as a point of discussion during intake and service provision, individ-
uals receiving services will have a better chance of using agency resources to meet 
their goal of independence and community inclusion. 
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Let’s begin with the information required from your agency.

Does your agency have a policy that determines if transportation services may be 
provided to assist individuals to access to agency services?

Th e provision of transportation services is determined by rules or regulations 
of the funding agency. Whether these are Federal, State or local public sources, 
private sources or third party payments such as health insurance, potential 
transportation services are governed by these rules.  Transportation is an 
allowable service (oft en called a support service) in some education, employ-
ment, rehabilitation, health and social services programs but not in all of them.

Does your agency have the ability to pay for transportation? How is the trip cost 
covered?

Payment for transportation services can take the form of cash payments to 
the individual or the transportation provider.  Vouchers, tokens, and/or tran-
sit passes are sometimes used in place of a cash payment.  Reimbursement is 
sometimes available for an escort.  In addition, the total or partial cost of a trip 
may be reimbursed to the individual aft er the trip has been taken.  In some in-
stances, the agency can negotiate a certain number of trips under a contractual 
arrangement.  Some agencies provide transportation with in-house vehicles 
or have volunteers identifi ed to provide rides.  Paying for the cost of a trip can 
take many forms.  Agency supervisors, directors or administrators should be 
able to provide additional information.

Does your agency have a preference or a rule that determines the type of 
transportation that can be provided or purchased?

Education, employment, health and human service agencies are guided by 
rules and regulations originated from numerous sources such as a parent orga-
nization, a municipality, or a funding or regulatory agency at the local, State or 
Federal level.  

Does your agency off er consumer education and/or travel training to help individuals 
learn how to safely navigate within and around the community using public 
transportation?

Oft en, individuals can have access to public transportation; however, the sys-
tem can sometimes be confusing and/or diffi  cult to use.  Many programs have 
the ability to either conduct travel training or pay for this type of service. 

Th ere are oft en diff erent rules and requirements for each program that can oft en 
be confusing. For example, some of these rules focus on the rights of individuals 
receiving services.  Other rules focus on issues such as driver qualifi cations, mixing 
groups of people receiving diff erent types of services, and serving people who do 
not receive services from the agency.  Th ere may be a circumstance when individu-
als are required to accept rides from friends or family members as a fi rst resort.  
Understanding and communicating what rules apply to arranging and paying for 
transportation services provides great value to individuals and their families. 
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Individual, Family Information and Concerns

To further the collaboration process between agency staff , program participants, 
and family members when selecting the best types of transportation, the service 
provider should review the following questions with the program participants. 

Community Mobility

When attempting to match the individual and the available transportation options 
the consideration of mobility aids can be very useful.  Th is assessment gathers infor-
mation on the person’s mobility skills and limitations. Th e assessment may include 
but may not be limited to:

•  Use of a mobility device such as a wheelchair, scooter, walker, cane or other 
assistance.

•  Ability to walk or climb stairs.
•  Ability to read and understand printed maps or schedules.
•  Ability to communicate with transportation providers, (e.g., hearing, 

understanding or processing verbal information).
•  Ability to use turnstiles, card readers or other devices for riders entering and 

exiting transportation stations.
•  Ability to understand or speaking English. 
•  Ability to get around independently and safely 

Transportation Needs

Adequate trip planning requires specifi c understanding of each portion of the 
trip—when, where, how oft en, and who.

•  What is the origin and destination of the trip?
•  How many trips will be taken in a day?
•  Will the trip be interrupted by intermediate stops, such as taking children to 

a child development center or grocery shopping?
•  Who will be transported?

In addition to the specifi c details of the trips, there are a number of more intangible 
concerns that the individual may have about using certain transportation options in 
the community.

Convenience

Th e ease with which individuals are able to initially and successfully plan a trip, pay 
the fare, board, ride, exit the vehicle, and navigate the environment to their fi nal 
destination will help to better determine a person’s ability to use the service on a 
regular basis. Th erefore, early support for individuals who need assistance allows 
the consumer to build confi dence and prepare the groundwork for independence 
and autonomy.  Agency personnel can also benefi t when they are aware of proximity 
of the person’s departure point and the transportation route, the vehicle timetable 
and the individual’s comfort level.   

Points to 
Consider



Reliability

As with individuals using private vehicles on the highway system, every traveler 
experiences late arrivals to their destinations. Transportation services can have 
unique challenges such as off -peak timetables, vehicles malfunction, or delays when 
waiting for passengers sharing a ride. Th e reliability of transportation services can 
be an issue when traveling to an appointment or employment, where being on time 
is important.  Agency personnel are encouraged to engage in discussions regarding 
what steps to follow when challenges arise. 

Cost

Th e cost of the service will most certainly be an issue if the individual or family 
is responsible for all or part of the fare.  It is important to look at an individual’s 
monthly fare costs compared to his/her monthly income. 

Safety

People routinely assess their own level of vulnerability when traveling, including 
when they are using a taxi, van service, a bus or other types of transportation op-
tions. Travelers are concerned about their skill level, their environment, the time 
of day and other issues.  On the other hand, there are individuals who may appear 
to be unable to understand safety issues that you may perceive as posing a risk of 
injury to themselves and/or others.  Agency personnel should be able to set aside 
possible assumptions about the capacity of the person to comprehend and address 
any potential safety issues by discussing the matter with the involved individual in a 
supportive and serious manner.

Comfort and Confi dence

Th is is an extremely important question – as it addresses intangible issues oft en 
overlooked.  If an individual lacks experience in using the selected transportation 
mode, if an individual is anxious, lacks confi dence, gets confused, or appears to be 
easily side-tracked, agency personnel can work in partnership with the person to 
determine what supports can be put into place.  It is recommended 
that the discussions include information about travel training, transit system famil-
iarization, and other methods to teach and support independent travel.

Actions to Support Community Transportation

As agency staff  develops expertise in community transportation services, they may 
fi nd opportunities to support the improvement and coordination of these services.  
Concerns regarding the need for transportation alternatives in the community can 
be shared with colleagues, family, friends and community leaders.  Many opportu-
nities for advocacy are available for individuals interested in furthering transporta-
tion options and services in the local community.  For further information on how 
to strengthen the transportation services in your area, please see the website of the 
Coordinating Council on Access and Mobility at www.unitedweride.gov.  Informa-
tion in alternative format is available upon request. 



Scheduling your Travel within the Community. 

1. When do you need a ride (times and dates)?

2. Will you be traveling with members of your family or friends?

3. Where will you be going?

4. How close or far are these places from the public transportation route? 

5. Do you need to make stops during the trip—e.g. grocery, child care, etc.,

(continues)
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Information for Individual Transportation Planning: 

1.  Do you usually drive to where you need to go?
If yes, are there times of day, locations, or weather conditions where you restrict 
your driving?  

2.  Do you have experience with public transportation? 
If yes, what is your experience in using public transportation?

3.  If you do not have experience, is there a reason(s) why you don’t use public 
transportation?

4.  Do you use any equipment or support to help you move around either at home 
or when you go out?
a. Manual wheelchair d. Cane or walker
b. Power Chair e. Service or comfort animal
c. Scooter f. Other  _________________

5.  Do you travel with a paid staff  person?  Do you travel with a family member or 
friend? What supports do these companions provide for you? 

6.  Do you have a preference as to which kind of transportation service you use?  
What are other types of transportation services you might consider for 
future use?  

7.  Are you comfortable reading and understanding transportation schedules, signs 
and instructions? What type(s) of assistance would be helpful for you?



1. When will you need transportation?

2.  Can a family member or friend provide all or some of the rides requested? If so, 
when?

3.  Are you eligible for any programs that reimburse for transportation expenses 
(e.g., gas, mileage, vouchers, bus pass, etc)? 

4.  What are the transportation services available in your community?  (below are 
services to consider)
a. Public Bus  e. Volunteer Service
b. ADA Complementary Para-Transit Services  f. Taxi
c. Specialized Transportation  g. Faith based organizations 
d. Agency vehicle   h. Other

5.  What is the process for scheduling a trip for each service listed above? (Please see 
attached template)

(continues)
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6. What is the policy on trip cancellations and no-shows?

7.  Is the individual eligible for fi nancial transportation assistance?
a. Full assistance
b. Partial assistance
c. No assistance

8. Please list the specifi c types of eligibility.

9.  Is an escort eligible for transportation assistance? 
a. Full assistance
b. Partial assistance
c. No assistance



Individual 
Transportation 

Plan
 (TEMPLATE)

Th e following template has been provided to assist with researching options for the 
development of individual transportation plans.   Th e template is for your use when 
exploring the transportation options in each community. (Th e following template is 
an example of how a completed template can look.)

1. List all available transportation options  (add more rows if needed)
2. Identify travel routes
3. Who is Eligible to use this service? 
4. Determine cost of travel, each direction
5. Decide when to use which service  
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COMMUNITY TRANSIT OPTIONS  ___________________________________

System Features TRANSIT OPTION ONE: TRANSIT OPTION TWO: TRANSIT OPTION THREE: 

Where does it go?

How to get info/make reservation

Fare/What it the cost to the 
“rider”? 

Who is Eligible for this 
transportation service? 

When would this be a good 
choice?

When would this be a poor 
choice?

Template is a product of Easter Seals Project ACTION
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